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I SSprint  v Relay AL 
June 2004 to May 2005 

#20 Speech to Speech 

#21 Other Problem Type Complaint 
TOTAL 

1 RECEIVED & INSPECTED 1 

0 0 0 0 0 0 0 0 0 0 0 0 0 
0 0 0 0 0 0 0 0 0 0 0 0 0 

3 2 3 4 3 2 3 0 0 4 1 4 29 

1 JUN 2 9 2005 I I FCC - MALLROOM 





Complaint Tracking for AL (06/01/20W05/31/2005). Total Customer Contacts: 35 

Voice caller from Alabama complains that she is gening TTY tones 
h e n  dialing 71 1 from her home. Customer was upset with Sprint Relay 
service. Will contact AM herself. 

Cuts stated agent did not process the call properly. Also the CA didn't 
relay everything. Flup at ph nor listed. 

Date of Cwnpl. 

01/05/05 

03/11/05 

03/18/05 

03/W05 

03/23/05 

04/25/05 

01/05/05 Branded as voice. Apologized lo Customer and advised customer to use 
voice toll free# and add nde for her #as vdce. AM meet '4th customer 
on Z3. Entered Trwble ticket 2288051. Technician checked customer 
ani using for call type using ani.edd and customer number listed as 
answer type TDD. Tesl call @aced from each host sne. Confirmed that 
customer answer type TDD. Ani.dat lor each host site is current as d 
01/06 and wstomer call is being answered as branded. 

Apdogized lo Customer. Appropriate coaching provided to CA on 
relaying me call and traospiring. 3/1 1/05 Tried 3 limes then reached 
customer 4th time and She was satisfied with outcome. 

03/11/05 

. - -  
Uature of Cwnolaint 1 Date 01 ResDlutwn I Explanation of Resolution I 

I spoke M h  my parents. The CA lyped GA when I was n d  finished 
talking. There was confusion In the conversation between me and my 
parents. The CA did nd relay the inlormatwn properly for example 
Appointment -the CA type PT. No followup required. 

03/18/05 

Customer said the CAS tone was rude. CA was not typing on a nonal 
pace. Customer requested to speak 4 t h  a supervisor. Follow up call 
requested atthe number provided 

on dsing proper pacing phrases by ien,ng me person mow that Ihe T T Y  
nterncded me agenl's Iypng CA was also given a typing lest ana Old 
meet wnm requirements lor accdracy 

03/22/05 Apologized lo  Customer. Coached CA on proper procedures on 
standard phrasing. Comacted on 5/17/05, Customer thanked me for 
calling back. No follow up required. 

InbOuM voce says that they called m lo relay and me CA w d  'Wlo' 
and then hung dp on he, She gave I D R but slalw mal the only mlng 
said was 'nello' and lhen she was hung up on She w u b  like loltow .p 

032505 

At 904 am (Thursday. April2tst) voice received a call Iran her molheh 
boyfriend thru relay. During lhe process of relaying the CA slated that 
he axlld n d  undersland the &e cailer and asked her to repeat what 
was said. The customer repeated and asked the CA I he understood. 
The CA made a racial mment .  The voice caller was immediately 
dismnnected. m i z e d  for the type of service she experienced and 
upon request she was unable 10 provide the CA ID number. stated that 
she w u M  call the TTY user for CA ID nor. No follow up requested. 

04/25/05 I L 
Spoke with CA regarding call, coached M proper pmedure. and not to 
hang up on callers Attempted lo contact customer V20/04- No Answer. 
2nd Anempt lo  contact customer. - No Answer 5/23/05 

3rd attempt lo mmact at listed number. Person who answered phone 
infoned it was the wrong number. No furlher contact possible. 

Apdogized lor the inconvenience. Monday, April251h at 930 am. 
contacted the voice caller to see I she was able 10 oblain the CA ID nor 
from the TTY customer. She stated lhat she does not. Apologized for the 
SeNice she experienced and advised that CA ID nor is essential lor a 
following up with an agent. Custmer understood the procedure. 

I 



i 

D5/11/05 

05/16/05 

OYlBMS 

Customer Complaint: Customer r e m  that caller ID is nm working 
through AL Relay, and now I is wen worse than before. 95% of the 
time, I shows 'Unavaihble'. Additionally. when saneare calls thrwgh 
relay AL they get the message that the person has privacy block. so 
they need to u n W  meir number. She does mt have that feature 
through her LEC and wants the pmblem conected ASAP. Follow up 
requested. 
Reassigned to AM. 

CA hung up on me. 

There is no CA at the Mmrhead center with that CA number. 

Customer mplained that CAS Mlce was not clear and was speaking 
t w  slow. No followup was needed. 

CA hung up on me. Informed call- mmpraint would be forwarded to 
appropriate cenler. Caller wWld like a call back at number provided. If 
no answer caller asks that supervisor leaves message on an5 mach. 

AI appmximately 745 pm, the custmw slated that a relay CA thov@hI10 
be 7030 left message on their answer machine (by voice) at a pace tw 
fast lo  be heard. Unable to undemland. Apologized to the customer and 
the custwner appreciated our anempled to relay the message using 
AMR to retrieve the message. No follow up necessaly. 

Megan med CA a3816F was rude and has been on numems 
occasiolls, was making 2 line VCO call at the time. 

TTY user mpiaining that operator typed the vmrd %hit' and hdshe 
was onended by it. Tp( user asked the operator Why nasty word' and 
me operator said I was a typo and was trying to type 'this is.' TTY user 
has a print out of WnVerSBfiM and reponed I back to me. 

Did not tdl us ringing and very !ong delays during call. 

05/04/05 

05/09/05 

05/11/05 

05/20/05 

05/23/05 

o6/08/04 

06/09/04 

06/10/04 

npolopized lo Clrslomer Forwarding IO E- a m  mar lor review Trouole 
tickel has been made AM met mth Customer on Yl9 Tech made 2 test 
calls to verify the privacy blocked. 

Apologized to Custwner. There is rm CA at the Mwrhead Center with 
that CA number. 

Followed up with this agent. CA was cnached on proper conversational 
flow and inflection. 

npdogized 10 Customet. CA was ccached on proper d i m n e d  
procedures and is aware of the consequences of disconnetXing 
customers. Attempted to colllacl customer 3 times with no answer and 
did rml gel an answering machine to leave a message. max)5 

No such agent. IW furthw anion possiMe. 

Followed up with custwner. CA was trained again with the pmper 
procedure. 

npologized on behalf of the operator and advised the caller the 
mpra int  will be fornamed to the awmpriate center for investigation. 

Apent reported this S I u W i  to a supewisor as soon as I arurred and 
fully understands and acknowledges me enor. Operator anempied to 
~ r r e c l m  XXX, but TTY user started typing and prwerned operator 
from mrreaing typo. 

Thanked customer for iMormalim and said -Id give lo  agent's 
supervisor for follow up. 

Talked with agent and she slated the outbound penon picked up before 
she m l d  hear any ringing so three was no ne& to send lhe ringing 
macm and was on hold thmughout the call. stated she did use the 
hdding macro. Agent understands call handling pmedures. 





1 O/WM 

10/10/04 

1 011 7/04 

11/12/04 

11/13/04 

:ustomer asked CA to call Wal-Man grocery de@ where the line rang a 
h i ie  aller transfer. CA typed 'no one available.' Cust asked for redial 
and to page grocery-since m one answered. CA replied 'No one is 
avail.' Cud. asked CA I he had redialed as asked and CA repeated 'no 
me avail.' CA wants CA to follow directions. 

2ustomer states operator tvped back everything he typed. Customer 
sxplained he asked a hearing person in his thane to jdn on another line. 
She carfirmed the operator repeated the customeh words. The 
:ustaner states hs printer tape will verify this. Customer gave example: 
I am calling concerning my account, and the operator repeated this to 
him, 'I am calling concerning my amunt. 

Customer repolts CA provided pwr seNice. The customer was 
unhappy vrirh poor spelling and inaccuracy. 

CA tid not respond to my call. I tvped Hello GA but he never answered 
me. I hung up and called back. 

Customer recelved a call from deaf parents. and during the wnversalion 
she was intentionally speakins slowly to her parents. and the CA 
intejected 'You don? have to talk that sbw y w  can talk at a mnnal 
speed.' At the end of the call. the customer asked fw the supervisots 
number and agent refused to give il out. only giving me customer 
sewbe number. 

On 9/9/04 the CA wasnl relaying all v w e  caller messages. I dlswvered 
I was told things by v w e  caller that dldnl m e  out in my cail. This is 
first time in a long time. 

Operaiicms: CA ddn? remember this call; however, CA was mached in 
impohance nd diswnnecting. and consequences of disconneding a 
caller. 

~ ~~~ ~ 

agent had an anitude. ?.he requested ihe supervisor (assistant 
supervisor on duty during me time of -plaint) to place their call but 
the supelvisor was unable to provide lhis al that time of request. The 
customer requested an address to wile to. Assistam supervisor 
erronmisly gave the phone number d the MN Consumer Relation 
Manager rather than Alabama Sprint Acwunt Manager. 

(CAPTEL) Accuracy of Cap(i0ns: Captioning speed; Echo sounds 

tOM3M4 

10/23/04 

10/18/04 

11/13/04 

11/14/04 

12/06/04 

05/31/05 

12/09/04 

09/r)/04 

Apolcgized for the inconvenience and thanked the CUstmr for calling. 
Spoke wlagent. Agent admits to typing, 'No one is available.' He says 
this was me recording mat came on after many rings. Caached the CA 
on lening the cust. know upon reaching a recording and instwded him lo 
follow customeh instructions. 

npologized to Customer. Met '+Ah a CA. Coached agent on importaxe 
d call processing procedures. Agent also advised d consequences d 
being rude 

I\W(ogized lo Cslomer Faxed 10 FL center Unabie to resolve 
complaint because CA number not active f tnis time 

Apologized to wstomer and said agent wwld be coached. Agent tid not 
remember this call, however daff know the importawe d staying 
focused on all calk 

Thanked customer for letting us know and assured that the complaint 
wouM be sent in exactly as stated so that is would b@ looked into furlher. 
Coached CA M appropriate phrases and following Customer 
instrxtions. CA demonstrated proper procedure and did not recall the 
call 

lntormed cusmer everylhing was documented and would be fonvarded 
to CAS immediale supervisor. Everything was relayed. CA was coached 
regarding verbatim and slowdown procedure. 

Called on 9/M104 al 5:15 PM EST-no answar. Again called 9/22/04--no 
answer. Lmer sent to wstomer. '322l04. 

Sine mere was no CA Id provided thus SupeMsw was unable to follow 
up with an agent for a follow up. 

Sent cuStOmers tips to reduce the occurrence d echo. 
also sent information to cwaner  regarding how use of 
vwe-technology works. Suggested d i n g  dorm CA 

number, date and t imed future calls. 





Complaint Tracking for AL (06/01/20o4-05/31/2005). Total Customer Contacts: 35 

Date 01 Compl. 

01/05/05 

0311 1/05 

03/18/05 

03/2Zm 

03/23/05 

04/25/05 

Nature 01 Complaint 

Voice caller f m  Alabama compkains that she is getting TTY tones 
when dialing 71 1 lrom her home. Customer was upset with Sprint Relay 
sewbe. Will contact AM herself. 

Cuts stated agent did not process (he call properly. Also the CA didnl 
relay everything. F/up at ph nor listed. 

I spoke vvith my parents. The CA typed GA when I was not finished 
talking. There was confusion in the wnvesation between me and my 
parents. The CA did not relay the informatlon properly lor example 
Appointment -the CA type PT. NO ldlow-up required. 

Customer said me CAS tone was Nde. CA was nd typing on a normal 
pace. Customer requested lo speak with a supelvisor. Follow up call 
requested at the number provided. 

inbound voice says that they called in to relay and the CA said 'hello' 
and then hung up on her. She gave I.D. # but stated that the only thing 
said was 'hello' and then she was hung up on. She would like follow up. 

At 904 am (Thursday. April 21st) voice received a cail lrom her molheh 
boyfriend thw relay. During the pmcess of relaying the CA stated that 
he cculd not understand the vncS caller and asked her to repeat what 
was M. The customer repeated and asked the CA if he underslood. 
The CA made a racial comment. The voica caller was immediately 
disconnected. Apohized lor the lype 01 service she expriemed and 
upon request she was unable to provide the CA ID number. stated that 
she would call the TTY user lor CA ID nor. No follow up requested. 

Date of Resolution 

01/05/05 

03/11/05 

03/18/05 

03/22/05 

03/23/05 

04/25/05 

1 FCC-MALLROOM 1 
Explanation of Resolution 

Branded as voice. Apologized lo Customer and advised customer to use 
voice toll free# and add note lor her # as voice. AM meet with cuslmer 
on 213. Entered Trouble ticket 2288051. Technician checked customer 
ani using for call type using ani.&$ and custwner number listed as 
answer type TDD. Test call placed from each host sRe. Confirmed that 
customer answer type TDD. Ani.dat lor each host SiIe is current as of 
01/06 and customercall is being answered as branded 

Apologized to Customer. Appropriate coaching provided lo CA on 
relaying the cali and transpiring. 3/1 1/05 Tried 3 times then reached 
Customer 4th time and she was Satisfied Mth outcome. 

I 

Apologized for the inconvenience. Met with CA arm agent was wached 
on using proper pacing phrases, by letling the person know that the T r Y  
interrupted the agenrs typing. CA was also given a typing test and did 
meet sprint requirements for accuracy 

Apdogired to Customer. Coached CA on proper procedures on 
standard phrasing. Contacted on 5/17/05. Customer thanked me lor 
calling back. No follow up required. 

Spoke with CA regarding call, mched on proper procedure, and no1 lo 
hang up on callers Attempted to contact custwner Y2W04- No Answer. 
2nd Attempt to contact customer. - No Answer 92305 

3rd attempt to contact at listed number. Perscm who answered phone 
informed R was the wrong number. No further cnniact possible. 

npalogized lor lhe inconvenience. Monday, April 25th at 930 am. 
wmacted the voice caller to see if she was able to hbtain the CA ID nor 
lrom the TTY customer. She stated that she does not. Apologized for the 
seMce she experienced and advised that CA ID nor is essential for a 
ldlomng up with an a m .  Customer understood the procedure. 



I 

i 

IYW/O5 

hstomer Canplaint: Customer repots that caller ID is not working 
hmugh AL Relay, and now it is even worse than before. 95% of the 
ime. it shows 'Unavailable'. Addnimliy. when somwne calls through 
'elay AL they gel the message that the person has privacy block, so 
hey n e e d  to u n W  their number. She &E5 not have that feature 
hrwgh her LEC and warns the wA%m corrected ASAP. Follow up 
'SqUested. 
qeassigned to AM 

:A hung up on me. 

There is no CA at the Moohead cemer mth that CA number. 

Customer complained that CAS vMce was not Clear and was Speaking 
too slow. NO follow-up was needed. 

CA hung up on me Idonned caller mmplaint wodo be lomarded IO 
appropnate center Caller would lake a call back at number provlded I 
no answer caller asks mat supe~~sc i  leaves message on ans mach 

At approximately 745 pn, the customer stated that a relay CA thoughl to 
be 7030 left message on their answer machine (by voice) at a pace too 
fast lo be heard. Unable to understand. npologized to the customer and 
the custaner awreciated our attempted lo relay the mesage using 
AMR to retrieve the message. No follow up necessary. 

Megan SMed CA N3816F was nde and nas been on numerous 
-ions. was making 2 line VCO caIl at the time 

TTY user complaining that operalor tvped the word 'shl' and hdshe 
was offended by it. TTY user asked the operator Why nasty WOW and 
the operator said it wds a typc and was trying to type 'this is: TW user 
has a print out of conversalion and reported il back to me. 

Did nof tell us ringing and vely long delays during call. 

05/04/05 

05/09/05 

05/23/05 

Apologized to Cust&i;r Forwarding IO AL a m  mQr lor fevmw Trouble- 
I&U ha?. been made AM m u  wth Customer on Yt9 Tech maae 2 test 
calls to verify the privacy blccked 

npologized to Customer. There is M CA at the Moorhead Cemer mth 
that CA number. 

Followed up with this agent. CA was coached on pmper mversational 
flow and inflection. 

Apdogized to Customer. CA wds mached on proper diSwnnect 
procedures and is aware of the consequences of disconnecting 
customers. Allempted to contact customer 3 times with no answer and 
dld not @ an answering machine lo  leave a message. YZW5 

No sUm agent, no further adion possible. 

Followed up with customer. CA wds trained again with the proper 
procedure. 

Apdogized on behail of the operator and advised the caller the 
complaint will be lorwarded to the appropriate center for investigation. 

Wnl reported this sauation lo a supervisor as sorm as it murred and 
fully understands and ackmwledges the e m .  Operator allempled to 
w m  with XM. but TTY user started typing and prevented operator 
lnm correcting tvpo. 

Thanked cuStOmer for intonation and Said nould give to agent's 
supervisor for follow up. 

Talked with agent and She stated the outbound petscm *ked up before 
she awld hear any ringing so three was M need to send the ringing 
macro and was on hdd thmughout the call. Stated she dd use the 
holding macro. A~ent  undentands call handling pmcedures. 
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17/21/04 Customer slated the agent didn't acknowledge she was using VCO. 
Would n d  dial the number after she voices it. 

07/21/04 

17/21/04 Custmer stated agent didn't keep her informed when the outbound 
person hung up. 

071W04 

X)/lt/W TTY user reporb that CA dm mt type verbatim Agem tvped in shon 
sentences and wuki not f~gure mt mat  the person was sarng Time 
lapse between the v w e  p e m  speaking and agent typng and all were 
snort semenceS an0 long pauses. not now person tal15 ko follow-up 

08Il204 

38/15/04 

apart and complained abart CA insuiting the caller and hung up M o r e  
p!acing a call. Caller requested a call be placed and it went out to a 
TTY. Caller wds u n w e  of the number to call them back. Fintd was 
provided 8 changed it to 2nd numbers 

needed. 

Customer stated was placing a very important order and a was almodt 08/15/04 
finished, the guy was gating ready lo verily all the information and the 
operalor disconnected the call 

09/21/04 

DE 18104 CA IDa d d  n u  tramrnn at me beplnning when me state relay greeting 
m e  across Customer naled that this occurs only In Ihe mornings bul 

08/tW04 

I dday 

w m  

08/31/04 

turns out Ok later in the day. 

TTY customer called lo ask why this CA was not typing 60 words per 08/26/04 
minute after he asked them to do so and also she was definitely n d  
typing the full English and verbatim when he made his call. 

The custmer stated they called an 800 number and the operalor let 08/31/04 
them know the phone was ringing and they did nn have any response 
alter that. 

Apologized for any inmnveniecce. No Follow up requested. Talked with 
the CA and she said the only call she may have had a problem with 
didn't slate she was using vco. this is the reason why she kept sending 
nor ur calling lo pls. CA does understand VCO procedures. 

Apdogized for any i m v e n i e w e  and stated the complaint would be 
fomarded to the appropriate supervisor. No folbw up requested. Proper 
procedures were followed. 

Apologized for problem encountered. advised mmplaint would be 
forwarded to supervisor. CA was coached on remaining responsive and 
focused and keeping the TTY user informed. 

Apologized for any imveniecce and stated this complaint Mil be 
forwarded to appropriate supelvisor. Talked mth the CA and the agent 
did rwl remember this call, however. was coached on the importame of 
not disconnecting calk. Also advised the agent that adion will be taken 1 
repeated. Sent Idler lo custwner on 8/17/04 

Apologized to the cuslomer and thanked them I M  their time. 

Apologized for the handling d this call. CA is aware of the need to type 
vematim and the use d the English language. Agent has passed the 
minimum WPM typing speed. 

Thanked customer for the feedback and told them we would !mk into the 
siluation. The CA sau she dialed the number and then the inbwnd 
disconnected the line. 

Supewisor apologized for rudeness. Trained w/CA on phone etiquette; 
and the need to listen careluliy and be polite at all times. Followup was 
not possible, both numbers are disconnected. 

Apdogized to Customer. Explained lo customer that CA may have 
expelienced led. daflculli. Operator d i  mt remmber this call- 
couldn'l recall any delays in calk she handled. Explained lo the operalot 
it is important to keep Nnwner informed d everything transpiring. 

09/29/04 Customer called to queslicn why the agent didn't Idlaw procedure. He 
explained he gave the bng W. number to dal. The CA typed. 'hold 
while I connect.' and that this has never been &ne More. There was a 

Apo(op~zed to Customer Operator W nu remember the call. muldnl 
recall any M a y s  m calls she handled Eaamed lo  the operator fi IS 
fmponanl to keep Nslmer inlormed d everyin ng going on 

w m  

w29m4 Customer called to question why the CA did rwl Idlaw pmcadure. He 09/29/04 
explained that he gave the long distance number to dial. The CA tvped 
'hold while I connect'. and that has never been done before. There was 
a small d6iay. m e  customer wants to be kepl intoned. 
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I v &Sprint Relay AL 
June 2004 to May 2005 

#OO Answer 

#01 Dial Out Time 
#02 Didn't Follow Database Inst. 
#03 Didn't Follow Cust. InStNCt. 

#C4 Didn't Keep Customer Informed 
#05 Agent Disconnected Caller 
#06 Poor Spelling 
#07 Typing SpeedIAccuracy 
#08 Poor Voice Tone 
#09 Everything Relayed 
#10 HCO Procedures Not Followed 

#11 VCO Procedures Not Followed 
#12 Two-Line VCO Procedure Not F 

#13 Background Noise Not Typed 

#14 Feelings Not Described 
#15 Recording Feature Not Used 

#16 Noise in Center 
#17 Agent Was Rude 

#18 Problem Answer Machine 
#19 Spanish Sewice 

#20 Speech to Speech 



#24 Trouble Linking Up 

#25 Line Disconnected 

#26 Garbled Message 
#27 Database Not Available 
#28 Split Screen 
#29 Other Technical Type Complaint 
#57 Caller ID 
#58 Regional 800 Calls 



--"-Sprint v Relay AL FCC - MALROOM 

June 2004 to May 2005 

#01 Dial Out Time 
#02 Didn't Follow Database Inst. 

#03 Didn't Follow Cust. Instruct. 
#04 Didn't Keep Customer Informed 
#05 Agent Disconnected Caller 
#06 Poor Spelling 

#07 Typing Speed/Accuracy 
#08 Poor Voice Tone 
#09 Everything Relayed 
#lo HCO Procedures Not Followed 

#I 1 VCO Procedures Not Followed 
#12 Two-Line VCO Procedure Not F 
#13 Background Noise Not Typed 

#I4 Feelings Not Described 
#15 Recording Feature Not Used 

#16 Noise in Center 

#17 Agent Was Rude 
#la Problem Answer Machine 

#19 Spanish Service 

#20 Speech to Speech 



A24 Trouble Linking Up 
#25 Line Disconnected 

#26 Garbled Message 

#27 Database Not Available 
#28 Split Screen 
#29 Other Technical Type Complaint 
#57 Caller ID 

#58 Regional 800 Calls 



Relay AL & 
v =Sprint I 

June 2004 to May 2005 

1 JUN 2 g 2005 

FCC - MAiLROOM 

#02 Didn't Follow Database Inst. 
#03 Didn't Follow Cust. Instruct. 
#04 Didn't Keep Customer informed 
#05 Agent Disconnected Caller 
#06 Poor Spelling 

#07 Typing SpeedAccuracy 
#08 Poor Voice Tone 
#09 Everything Relayed 
#10 HCO Procedures Not Followed 

#11 VCO Procedures Not Followed 
#12 Two-Line VCO Procedure Not F 
#13 Background Noise Not Typed 

#14 Feelings Not Described 
#15 Recording Feature Not Used 

#16 Noise in Center 

#17 Agent Was Rude 
#18 Problem Answer Machine 
#19 Spanish Service 

#20 Speech to Speech 



#22 

#23 
#24 
#25 
#26 

#27 
#28 
#29 
#57 

#58 
#59 

Lost Branding 
Charged for Local Call 
Trouble Linking Up 
Line Disconnected 

Gabled Message 
Database Not Available 

Split Screen 
Other Technical Type Complaint 
Caller ID 
Regional 800 Calls 

~ 

Transmission (Can't hear or be heard) 0 1  0 1  0 
TOTALI 0 I 0 1  2 1  0 1  0 1  0 1  0 1  2 1  0 1  0 1  0 1  2 1  6 



I Relay AL 
June 2004 to May 2005 

#01 Dial Out Time 

#02 Didn't Follow Database Inst. 
#03 Didn't Follow Cust. Instruct. 
#04 Didn't Keep Customer Informed 
#05 Agent Disconnected Caller 

#06 Poor Spelling 
#07 Typing Speed/Accuracy 
#08 Poor Voice Tone 
#09 Evelything Relayed 
#10 HCO Procedures Not Followed 

#11 VCO Procedures Not Followed 
#12 
#13 Background Noise Not Typed 

#14 Feelings Not Described 
#15 Recording Feature Not Used 

#16 Noise in Center 

#17 Agent Was Rude 
#18 Problem Answer Machine 

#19 Spanish Service 

#20 Speech to Speech 

Two-Line VCO Procedure Not F 



#22 
#23 
#24 
#25 
#26 
#27 
#28 
#29 
#57 
#58 

Lost Branding 
Charged for Local Call 
Trouble Linking Up 
Line Disconnected 

Garbled Message 
Database Not Available 

Split Screen 
Other Technical Type Complaint 

Caller ID 

Regional 800 Calls 
#59 Transmission (Can't hear or be heard) 1 0 1  0 1  0 1  0 1  0 1  0 1  0 1  0 1  0 1  0 1  0 1  0 1  0 

TOTAL I 0 I 0 1  2 1  0 1  0 1  0 1  0 1  2 1  0 1  0 1  0 1  2 1  6 



Complaint Tracking for AL (W01/2004-05/31/2005). Total Customer Contacts: 35 

Cuts stated agent did n d  process the call properly. As0 the CA didnl 
relay everything. F/up at ph nor listed. 

I spoke with my parents. The CA lyped GA when I was not finished 
talking. There was confusion in the conversation between me and my 
parents. The CA did nof relay the information properly for example 
Appointment - the CA type PT. No fdlowup required 

Customer said the CAS tone was rude. CA was not typing on a normd 
pace. Customer requested lo speak with a supervisor. Follow up call 
requesled atthe number provided. 

lnbaund v k e  says that they called in to relay and the CA said 'hello' 
and then hung up on her. She gave I.D. X but stated mat the only thing 
said WBS 'hello' and then she was hung up on. She would like lollow up. 

AI 904 am (Thursday. April21st) voice received a call from her molheh 
boyfriend mru r&y. During me process 01 relaying the CA stated that 
he muM not understand the vMce caller and asked her lo repeat what 
was said. The customer repeated and asked me CA if he understood. 
The CA made a racial mmment. The voice caller WBS immediately 
dismnnected. Apo!ogized lor the tvpe d service she exp2rienced and 
upon request she was unable to provide the CA ID number. Staled that 
she wwld call the T N  user lor CA ID nor. No follow up requested. 

Date 01 Ccmpl. 

011OYO5 

031 1/05 

03/18/05 

03/22/05 

03/23/05 

04/25/05 

031 1/05 

ow18105 

03/22/05 

03/23/05 

04/25/05 

Nature of Cwnplaint I Date of Resolution 

m e n  d.allng 71 1 from her home CLstomer was Jpsel M n  Spnnt Relay 
sewce W I comacl AM nelsell 

Explanation d Resolution 

Branded as voice. Apologized to Customer and advised customer to use 
voice toll free# and add note lor her X as voice. AM meet with Customer 
on N3. Entered Trouble ticket 2288051. Technician checked Customer 
ani wing lor call type using ariedil and customer number listed as 
answer type TDD. Test call placed from each host sle. Confirmed that 
customer answer type TDD. Ani.dat lor each host sle is current as of 
01/06 and cuslaner call is being answered as branded. 

Apologized lo Customer. Appropriate coaching provided to CA on 
relaying me call and transpiring. 3 1  1/05 Tried 3 times then reached 
custcfner 4th time and she was satisfied with outcome. 

npolaeired for the inconvenience Met with CA and agenl was coached 
on using proper pacing phrases. by lening the person know that the TN 
intempled the agent's typing. CA was also given a typing tesl and did 
meet sprint requirements lor accuracy. 

Apdogized to Customer. Coached CA on proper procedures on 
standard phrasing. Contacted on 5/17/05. Custcfner thanked me lor 
calling back. No follow up required 

Spoke with CA regarding can, mached on pmper procedure, and not to 
hang up on callers Attempted to contact customer 5/20/04- No Answer. 
2nd Anempl to contan custcfner. . No Answer 5/23/05 

3rd anempl lo  contact at listed number. Person who answered phone 
informed I was the mong number. No further contact possible. 

Apologized lor me inconvenience. Monday, April 25th at 930 am. 
contacted the voice caller lo  see if she was able to obtain the CA ID nor 
f m  the TW customer. She stated mat she does not. npologized lor the 
sewke she experienced and advised that CA ID nor is essential for a 
lollouring up with an agent. Custcfner understood the procedure. 



! 

:usmer Canplaint: Customer raporls that caller ID is not working 05/04/05 05/04/05 

05/W/05 ;A hung up on me. 

rhere is no CA at the Moorhead center with that CA number. 

Customer complained that CAS v c h  was not clear and was speaking 
Iw slow. No idlow-up was needed. 

05/11/05 

05/16/05 

05/09/05 

05/11/05 

ost9m5 

CA hung up on me Informed caller m p l s n t  -Id be lomarde0 to 
appropnate cMer Caller would like a cad back at number prondw I 
no answer caller a s ~ s  mat supewsor leaves messaQe m ans mach 

06/10104 

05J20105 

AI approximately 745 pn, the arstomer slated that a r&y CA lhaughl to 
be 7030 lf8l m-ge on their answer machine (by voice) at a pace too 
last to be heard. Unable to understand. Apologized to the Customer and 
the customer appreciated our attempted to relay me message using 
AMR lo retrieve the message. No l d b w  up necessary 

w o 5  

Mepan state0 CA x3816F was rude and has been on numelous 
-ow. was making 2 line VCO call at the time 

0 6 m  

TTY user complaining Mat Operator typed the wrd 'shl' and hdshe 
WBS offended by 1. TTY user asked Me operalor "Why nasty wwd' and 
the Operator said it was a tvpo and was trying to tvpe 'this is: lTY user 
has a print out of anvenatim and reported A back 10 me. 

o6109/04 

-.____ 
Apologized to Customer Forwarding 10 AL a m  mgr lor review Trouble 
tlcku has been made AM m u  mtn Customer on 5119 Tech made 2 test 

Did nd tell us ringing and very long delays during call. 

calls to verily the privacy blocked. 

06/10/04 

Apologized lo Customer. There is rm CA at the Moomead Center with 
that CA number. 

Followed up with this agent. CA was Daached on proper Cmversalional 
h w  and inflectin. 

Apdooized to Customer. CA was coached on proper diSwnnect 
procedures and is aware 01 lhe ansequences of disconnecting 
cuslomers. Anempled to mntad customer 3 times with no answer and 
did Mt get an answering machine to leave a message. 920/05 

No such agent, rm further salon possible. 

Followed up with customer. CA was trained again with the p w e r  
procedure. 

Apologized on behall of the operator and advised the caller the 
complaint will be forwarded to the appropriate Center tor investigation. 

Agent reponed this sIuatim to a supervisor as soon as it arurred and 
fully undwslands and acknowledges lhe error. Operator allempled lo 
wnea with XXX, but TTY user started typing and prevented operator 
from wrrecting typo. 

Thanked custaner lor information and said wuld QNe to agent's 
supervisor lor follow up. 

Talked with agent and she slated the outbound person picked up befoie 
she wuld hear any ringing so three was rm need to send Me ringing 
macro and was on hdd mmu$md the call. Stated she did use the 
holding macro. Agent undenlands call handling pmcedures. 



07/21/04 Customer staled the a w l  didnl ackrOwle2ge she was using VCO. 
would ml dial the number atier she bakes rt. 

07/21/04 Apokgized lor any imvenience. No Follow up requested. Talked with 
the CA and she said lhe only call she may have had a problem with 
didnl state she was using vco. this is the reason why she kepl sending 
nor ur calling to pls. CA does undernand VCO procedures. 

07/21/04 

08/11/04 

08/15/04 

08/18/04 

Customer stated agent didn't keep her informed h e n  lhe outbound 
penon hung Up. 

Trf user reports mat CA dld not type verbatim. A ~ e m  typed in short 
sentellces and could not ligure out what lhe person was saying. Time 
lapse between the voice person Speaking and agent IyphQ and all w8re 
shoti semellces and long pauses, n d  how p e w  talks. No Idlowup 
needed. 

Customer stated was placing a vely important order and it was a lmm 
finished. the guy was getling ready lo venty all the information and the 
operator disconnected the call. 

07/22/04 Apologized lor any imnveniellce and staled lhis amplaint would be 
forwarded to the appropriate supervisor. No foilow up requesled Proper 
procedures were lollowed. 

Apoloaized for pmblem wxxwntered. advised mpla in t  would be 
forwarded to supervisor. CAW coached on remaining responsive and 
focused and keeping the TTY user informed. 

08/12/04 

08/15/04 ApoloQized for any inconveniellce and staled this amplaint Will be 
forwarded lo  appropriate supervisor. Talked with the CA and the agent 
did rot remember mi5 call. however. was mached Oh the importance d 
not dioconnecling calls. PJM advised the agent that action will be laken Y 
repealed. Sent lener to customer on 8/17/04 

Apokgized to lhe customer and thanked lhem lor their time. CA ID# did n d  transmil at the beginning h e n  me slate relay greeting 
came across. Customer staled that mis occurs only in the momin@ but 
turns out Ok later in the day. 

08/18/04 

disconnected the tine. I I after that. I 

w26104 m wstaner called lo asx why this CA was no( hlplng 60 words per  
minde atter he asked them lo do so ana also she was detinnely nn 
typ~ng the lull English and vemalim when he made his call 

08R6/04 Apologized lor the hanalinp of this call CA IS aware 01 Ihe need lo tvpe 
vematim a M  the used the English language AQem has wsed the 
minimum WPM hlplng speed 

0801/04 The customer slated they caned an 800 number and the Operator W 
lhem know the phone vas nnging and they did nu have any response 

08nllM Thanked customer lor me feedback and told them we wld look ,110 the 
sltuatan The CA sad she dlaled me numbef and then me inDouna 

09/18/04 An Alabama voce caller called 2 dmeren supemson uth in 5 mm 
apan and amplained a m  CA msJtinp the caller and hung up before 
placmg a call Caller requssted a caH be placed and 1 vent otd to a 

09/21/04 Supemor m i z e d  lor ~ d e o e ~ s  Trained wICA on phone siquene. 
and the need to Isten cardully and be polne at all limes Fdlowup was 
not possible. both numaen are dlsmnected 

09/29/04 

W W  

m. Caller was unsure of the number lo  call lhem back. First# w 
provided B changed it to 2nd numbers 

Customer called lo question why the aQ6nl didn't follow procedure. He 
explained he gave the long Disl. nwnbetto dial. The CA hlped. 'hdd 
while I mnect.' and that lhis has never been done before. There was a 
delay. 

Customer called to queston why the CA did nU ldbw procedure. He 
explained that he gave the long distance number to dial. The CA typed 
'hdd while I connect', and that has never been done More. There was 
a small delay. The customer wants to be kept inloned. 

09/29/M Apoloaized 10 Customer. Explained to custaner that CA may have 
experienced tech. difliiulties. Operalor dld not remember miis call- 
couldn't -It any delays in calk she handled. Explained lo  the operator 
il is impoltanl to keep customer informed of welyming transpiring. 

Apolopized to Custaner. Operator did not remember miis call - muldn'i 
rectlll any M a y s  in calls she handled. Explained to the operator il is 
impooltant to keep customer informed d eveqhing Wng on 

08/29/04 



10/03/04 

10/1o/c4 

10/17/04 

11/12/04 

11/13/04 

12/06/04 

12lO6lO4 

12/09/04 

:ustmer asked CA to call Wal-Marl grocery depl where the line rang a 
while after lransler. CA typed .no one available.' Cust asked lor redial 
2nd lo page grocery-since no one answered. CA replied 'No one is 
wail: Cust. asked CA if he had redialed as asked and CA repealed 'no 
me avail: CA wants CA to follow directions. 

3uslomer States operalor typed back evewhine he typed. Customer 
wplained he asked a hearing person in his home to jdn on another line. 
She m l i n e d  the operator repeated me customefs words. The 
:uslomer states his printer tape Will verily this. Customer gave example: 
I am calling concerning my acmont, and the operator repeated this to 
him, 'I am calling m e r n i n g  my acccunt. 

Customer repons CA provided poor sewice. The customer was 
unhappy with poor spelling and inaauracy. 

CA did nd respond to my call. I typed Hello GA but he never answered 
me. I hung up and called back. 

Customer received a call from deal parents, and during me convenation 
she WBS intentionally speaking slowly lo her parents, and the CA 
interjected 'You don? have lo talk that slow you can talk at a normal 
speed.' At the end 01 the call. the customer asked lor the suparvisofs 
number and agent relused lo give 1 out, only gMng me Customer 
sewice number. 

On W 0 4  the CA wasnl r-ying all voice caller messages. I dismvered 
I was told things by voice caller that didnl cane out in my call. This is 
Iirsl lime in a long lime. 

Operations: CA didnl remember lhis call; however. CA was coached in 
imporlance not disconnecting. and axlsequences d dismnnecting a 

agent %ad an anlude. She requesled the supervlsor (BMlslanl 
supemsor on dUy dunng the time d canpcaint) to place mar call but 
the supervisor was unable to pmnde ma 81 mal t i e d  request. The 
cjslomer requested an adaress 10 m e  IO. Asssm supervisor 
erroneously gave the phone number 01 lne MN Consumer Relalion 
Manager ralher than Alabama Spnm Acmum Manager. 

(CAPTEL) Accuracy of apiiis; Captioning speed: Echo sounds 

1 o/w04 

10/23/04 

10/18/04 

11/13/04 

11/14/04 

12/06/04 

12/09/04 

4pologlzed for the mconveniewe and thanked the CUslMel for calling 
Spoke *,agent Agent adrnns 10 lyping 'NO one IS avaliaDle. He says 
his was the recording that came on alter many nngs &ached the CA 
XI lerung the cust know upon reaching a recurd ng an0 mslNucled him lo 
olloyl customers inslmoons 

Xing rude 

W i z e d  10 Cuslomer. Faxed to FL center. Unable to resobe 
mp!ainI because CA number not active a1 this lime. 

m i z e d  to customer and said agent would be coached. Agent did nd 
remember lhis call. however dces know the importance of slaying 
locused on all calls. 

Thanked customer for leiling us know and assured that the complaint 
would be sen1 in exactly as stated so vlal is would be hxked into further. 
Coached CAM appropriate phrases and follomng customer 
instmions. CA demonstrated proper pmcedure and did nd recall the 
call 

Informed customer weryming was documemed and uoud be fomarded 
10 CAS immediate sdpemor Everything was relayed CA was coached 
regarding vebalim and slovrdown procedure 

Called on 9/20104 at 5 15 PM EST -no answer Again called 9/22X)4--no 
answef Lenei sen1 to customer 9122/04 

Since mere was no CA Id pmvided thus Supervisor was unable lo I d I o W  
up mth an agent lor a lollow up. 

Sent customers lips Io reduce me w r r e n c e  of echo. 
also sent information to customer regarding how use d 
voice-techmbgy works. Suggested miting down CA 

number, dale and lime d Mure calls. 





Complaint Tracking for AL (06/01/2004-05/31/2005). Total Customer Contacts: 35 

Voice caller fmm Alabama complains that she is gening TTY tones 
when dialing 71 1 from her home. Customer was upset with Sprint Relay 

Date of Ccmpl. 

D1/05/05 01/05/05 

03/11/05 

03/t8/05 I spoke with my parents. The CA typed GA when I vias not finished 

03/22/05 

03/23/05 

I 
I 03/18/05 

W2Y05 

Customer said lhe CAS tone was rude. CA was not typing on a normal 
pace. Customer requested to speak with a supervisor. Follow up call 
requested at the number provided 

OWWO5 

Cuts stated agent did not process the cali properly. A l ~ o  the CA didnl 
relay everything. F/up a1 ph not listed. 

03/11/05 

Inbound m e  says that tney called in to relay and the CA sard *hello' 
and tnen hung up on her She gave I D a but slated lhal the only thing 
said was 'hello' a m  then she was hung up on Sne mula like follow UP 

03/23/05 

At 904 am (Thursday, April 21 SI) voke received a call from her molheh 
boyfriend thw relay. During me pmcess d relaying the CA slated that 
he wkj not understand the voke calkr and asked her to repeat -1 
was said. The cutomer repeated and asked lhe CA il he understwd. 
The CA made a racia mment .  The voice caller was immediately 
disconnscted. & & g i z e d  lor the typed Service she experienced and 
upon request she was unable lo provide the CA ID number. Stated that 
she )MUM call the TTY user lor CA ID nor. No follow up requested. 

04/25/05 

RECEWEO & INSPECTED 

FCC - MALLROOM 

Explanation d Resolution 

Branded as voice. Apologized lo Customer and advised customer to use 
voice toll free# and add note for her # as voice. AM meet with customer 
on 2/3. Entered Trouble llckel2288051. Technician checked customer 
ani using faor call rype using ani.edil and customer number listed as 
answer type TDD. TeSt call placed from each host sne. Confirmed that 
customer answer type TDD. Ani.dat lor each host sae is current as of 
01/06 and customer call is being answered as branded 

Apologized to Custaner. Appropriate coaching proMed lo CA on 
relaying the call and transpiring. 3 1  1/05 Tried 3 times then reached 
customer 4th time and she was satisfied with outcome 

Apologized for the inconvenience. Met with CA and agent was coached 
on using proper pacing phrases, by lening the person know that the TTY 
imerruped the agent's typing. CA was ais0 given a typing test and did 
meet sprint requirements lor aauracy. 

Apolwized to Customer. Coached CA on proper procedures on 
standard phrasing. Contacted on 5/17/05. Customer thanked me lor 
calling back. No follow up required. 

Spcke wlh CA regarding call. coached M proper ~ o c w u r e  a m  not lo  
hang up on callers Anemptw lo  mmact CJSIomer Y2W04. Iuo Answer 
2nd Anempt to contact customer.. No Answer 923105 

3rd anemp to contact a1 listed number. Person who answered phone 
informed il was ihe wmng number. No lurthermntacl possible. 

A m i z e d  for the inconvenience. Monday, April 25th at 930 am. 
comacted the voice caller to see il she was aMe to &lain the CA ID nor 
lmm the TTY customer. She staled that she does nd. npOl@zed lor the 
service she experienced and advised that CA ID nor is essential for a 
1ollov.ing up with an agent. Customer underStwd the procedure. 



05/03/05 

Customer Canplaint: C u m e r  r e m  mal catler ID is not working 
through AL Relay, and now il is even wrse than before. 95% of the 
time, R show 'Unavailable'. Addlial iy, when m e m e  calls through 
relay AL they @sl the message that the person has privacy block, 50 

they need to unblock their number. She does IWI have that feature 
thrwgh her LEC and wants the problem mnecled ASAP. Follow up 

OY11105 

OYlW05 

05/04/05 

OY19/05 

CA hung up on me. 

There is IW CA at the MoOmead center with that CA number. 

WtO/C!4 

OYMVOS 

TTY mer canplainlnp mat operatof lypa the word 'shn' and heJshe 
was onended by a TTY user asked me operator Why nasty ward' and 
the operator said d was a tvpo and was trylnp to tvpe 7hs IS ' TTY user 
has a pnnt out cd m n v e m l m  awl repaned d back to me 

Customer complained mat CAS vom was not clear and was speaking 
too slow No Mlow.up was neeaeo 

o6109104 

OY11/05 

Did rot tell us ringing and very long delays during call. 

CA hung up on me. Informed caller mpla in t  would be lomarded to 
appropliate center. Cailer ww!d like a call back at number provided It 
no answer caller asks that supervisor leaves message on ans mach. 

At w x i m a t e l y  745 pn. the wstmer stated that a relay CA I h g M  to 
be 7030 I& mesage on their answer machine (by voke) at a pace too 
fast to be heard. Unable to understand. Apologized lo  the cuslmer and 
me w s l m e r  appreuSled our auempled to relay the message wing 
AMR to retrieve the message. No tdlow up necessary. 

I 
I 06/10/04 

Megan stated CA x3816F was rude and has been on numerous 
OcCBsions. was making 2 line VCO call at the lime. 

Apolopued lo Cuslaner F m r d m g  to AL am mgr lo! rev ew Trwole 
tickel has been made AM met wth Customer on Y 19 Tecn made 2 test 
calls 10 vedy the pnvacy b lmed 

A$&gized to Customer. There is no CA at the Moorhead Center with 
that CA number. 

Followed up mfh this agent. CA was ccached on pmper OOnverSational 
flow and inflection. 

Apdcgized lo Cuslaner. CA was coached on proper dimnnen 
pmcedures and is aware of the consequences of d m n e c t m g  
cuslmeps. Anempled lo cnnlacl custaner 3 times mfh IW answer and 
did rot gel an answering machine to leave a message. 5'233/05 

No such agent. ro further aclion possible. 

Followed up with Customer. CA was trained again with the proper 
procedure. 

Apolcgized on behalf of the operator and advisad the caller the 
m p b i n t  will be fomarded to the appmpriate center tor investition. 

Agenl reported this silualii to a supervisor as soon as it Occurred and 
fully understands and ackrowledges me error. Operator allempled to 
mrrea Hi(h X X X .  but lN user started tvping and prevented operator 
from OOrrBCtlng tvpo. 

Thanked custmer for intormatwn and said would give to agent's 
supervisw lor follow up. 

Talked mth agent and she stated the outbwnd persan Wed up before 
she could hear any ringing so three was no need lo  send me ringing 
macm and was on Md mmughout me call. Sated she did use the 
holding macm. Agent undentands call handling pmcedurs. 



17/21/04 Customer staled the agent ddnl scknowisdge she was using VCO. 
Would not dial the number afler she voices it. 

07/2t/04 

)7/21/04 Customer staled agent didnl keep her informed when the oulbound 
perSon hung Up. 

07/22/04 

)&11I04 TW user repons that CA Old not type verbatim Agem typed in shon 
sentences ana m a  not lopure out -1 me person was Sarng Time 
lame between tne volce pemn Speaklng and agent twng and a11 were 
short Wences and long paAeS. lxll horn person talks ho lollowup 

08/12M4 

)8/tyo4 

needed. 

Customer staled was placing a very impoltant order and it vias almost 08/1y04 
finished. me guy was getling ready to veriiy all the informalnn and Me 
operalor disconwcled the call. 

09/21/04 

08/18/04 CA IMt did not transmit at the bagnning when me Stale re!ay greeting 
came across. Customer stated that this mwrs only in the mornings but 
turns out ok later in the day. 

06/18/04 

Amkxized for any inu)nvmience. No Follow up requested Talked with 

wmo4 TW customer called to ask why this CA was rot lypng Bo words per 
minute after ne asked mem Io do so ana aka she was aelln$etv no1 

the Cn and she said the only Cali she may have had a problem with 
didnl state she was using VM, lhis is me reason why she kept sending 
nor ur calling to PIS. CA does understand VCO procedures. 

npobgized for any inconvenience and staled this complaint w l d  be 
forwarded to the appropriate supervisor. No follow up requested. Proper 
pmcedures were followed. 

Apologized lor problem encountered, advised complaint w l d  be 
forwarded to supervisor. CA was cmched an remaining responsive and 
focused and keeping me TW mer informed. 

08/26/04 

Apologized lor any inconvenience and stated this amplaint will be 
forwarded to appropriate supervisor. Talked with the CA and the agent 
did not remember this call, however, was ccached on the importance of 
not disconnecting calls. Also advised the agenl that aabn will be taken If 
repeated. Seot M e r  lo customer on 8/t 7/04 

Apologized to me customer and thanked m m  lor their time. 

08/31/04 

ApologwxJ for the nandling d this call CA IS aware of me need 10 tvpe 
verbatim and the use of the Engllsn Language Awm has passed the 
minimum WPM typing speed 

Thanked cunomer lor lhe feedback and told them we *Id loa mlo me 
situation m e  CA sad she dlaled me nmber and men the inbound 
dosconnecled the line 

~ ~ ~~ ~~ 

typing me full English and verbatim when he made his call. 
. 

The customer stated they called an Boo number and ilw werator let 08/31/04 
them know the phone was ringing and thev did not have anv resmse 
afler that. 

Supervisor apobgized for Ndenffs. Trained w/CA on phone eiqueae; 
and the need to IiSten caretully and be polite al all times. Followup was 
not pOSsiMe, both numbers are dimnected. 

09/18/04 

Apoloolzed lo Customer Expbned lo customer thal CA may have 
expenmed teci- dlftculies @eralor dd  not remember lhls call- 
m l d n t  recall any delays in calls she hanaled E ~ ~ h n e d  10 lhe OFerator 
n IS mportanl to keep WStanel intormed ol evewhing transpnng 

Apolog~zed Io Custaner Operalw dd not remember this call. m M n l  
recall any delays in calls she handled Explained lo  the operalor d IS 
important lo keep customer lnlormed ol evewlhlng wing on 

An Alabama voice caller called 2 dinerem supervisors with in 5 min 
apan and complained about CA insuking the caller and hung up before 
placing a call. Caller requested a call be placed and il went oul to a 
TW. Caller was unsure of the number to call them back. First# was 
p M e d  8 changed il to 2nd numbers 

O W 0 4  

09/29/04 

Custaner called to quesl i i  why the agem d i i l  follow pmcedure. He 09/29/04 
explained he gave the kng Dit. number lo  dia. The CA typed. 'hold 
while I connect: and thal this has never been dane before. There was a 
delay. 

CuStwner called to quesl i i  why the CA did mi IoYOw pmcedure. He Mv29/04 
e m i n e d  thal he gave the bng distance number lo  dial The CA typed 
'hold while I c o n n d .  and that has never been done before. There w85 
a small delay. The customer wan& to be kepl inlormed. 



I I I 1 I I I 



05/31/05 

(CAPTEL) DicnnnectlRmnecl during calls 01/18/05 

(CAPTEL) DixonnectlRmnect during calls 05/31/05 

Sent customer information explaining the dinereme 

between a CapTel phone and a IradRional phone. 

Explained to customer vhy disconnectlreconnecl might 

be occurring and Sent lener ~h lips to reduce their 

murrerce. Customer recently obtained call wailing 

service. Explained to customer how 10 program block 

for call wailing. 

Sent customer intormalion explaining lhe difference 

between a CapTel phone and a IradlionaJ phone. 

Explained to Wstomer why d i x o n n d r m n e c l  might 

be murring and Sent iener with tips lo reduce their 

murreme. 



I 



05/04/05 

Megan SMed CA r38t6F WBS rude and has been M numerous 
occ~s~ons. was making 2 lane VCO call 81 the time. 

05/09/05 

owow04 

05/11/05 

OYiW05 

TTV user mplaining mat OpBmor typed lhe word 'shV and hdshe 

Wt9/05 

06mm 

wtom Da not tell us ringing and very long delays during call. 

time, it Show VJnavaiWIe'. Adddionally. when Someone calls through 
relay AL they gel the message that the person has privacy black, so 
they need to unblock their number. She does not have that feature 
thrwgh her LEC and wants the problem mnened ASAP. Follow up 
requested. 
Reassigned to AM. 

CA hung Up on me. 

There is no CA at the Moomead Center Hnth that CA number. 

Customer mplained that CA's voka was not clear and w s  speaking 
loo slow. No follow-up was needed. 

I 
06Iiom 

05/09/05 

OWi i/05 

apprwate center. Caller w l d  like a call back at number provided. If 
no answer calkr asks that supervisor leave0 message mans mach. 

be 7030 left message on their answer machine (by w e )  81 a pace too 
fast to be head. Unable to undenland. Apolopized 10 the customer and 
the wstomer appreciated our auempted to relay the message using 
AMR to retrieve the message. No follow up necessaly. 

Apologized lo Customer Fonvaraing to AL a m  mgr lor review Trouble 
tck@ has been made AM mm *nth Customer on 5/19 Tecn made 2 test 
calls to venty the privacy blocked 

Apologized to Customer. There is no CA at ihe Moorhead Center Hnth 
that CA number. 

Followed up Hnth this agent. CA was coached on pmper conversational 
flow and infleclion. 

Apolo(lized to Customer. CA was coached on proper discarnecl 
procedures and is aware of the consequences of disconnecting 
customen. Anempled to contact customer 3 times with no answr and 
did not gel an answering machine to leave a message. Ymhl5 

No such agem, rm further action possible. 

Followed up mfh customer. CA was trained again with me pmper 
procedure. 

m i z e d  on behan of the operatw and advised the caller the 
mplaint Mll be fomarded to the appmpriale center for invesligalion. 

Agent reported this situatko to a supervisor as sow as it m n e d  and 
tuliy undentands and a d r d e d g e s  the error. Operator anempled 10 
mned with Mx. but TTY user started typing and prevented Op8mor 
from mneding lypo. 

Thanked CUStomer for information and said wld give to agent's 
supervisor for follow up. 

Talked with agent and she stated the outbound person picked up befwe 
she could hear any ringing so mree was no need to send the ringing 
macro and w s  m hdd thmughout me call. stated she dd use the 
holding macro. Agent understands call handling procedures. 









DOCKET NO. ti -3 - I 3 3 
DOCUMENT OFF-LINE 

Attachment A 

This page has been substituted for one of the following: 
o This document is confidential (NOT FOR PUBLIC INSPECTION) 

o An oversize page or document (such as a map) which was too large to be 

o Microfilm- , certain photographs or vkhtape. 

o Other materials which, for one reason of another, could not be scanned 

scanned into the ECFS system. 
~ 

_I-i 
*- 

__-' -~ 

/. into the ECFS system. 

The actual document, page@) or 
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC 
Reference Information Centers) at 445 lZth Street, SW. Washington, DC, Room CYA257. 
Please note the applicable docket or rulemaking number, document type and any other 
relevant information about the document in order to ensure speedy retrieval by the 
Information Technician 

-. 


